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DEPARTMENT  OF  TRANSPORTATION 

Office  of  the  Secretary;  Draft  Consumer  Program 

agency:  Department  of  Transportation. 
action:  Request  for  public  comment  on  DOT's  draft 
consumer  program  as  required  by  Executive  Order 
12160. _ 

OATES:  Comments  must  be  received  by  March  10, 1980. 
ADDRESS:  Comments  should  be  addressed  to:  Division 
of  Consumer  Affairs,  1-39,  400,  7th  Street  SW.,  Room 
9402,  U.S.  Department  of  Transportation,  Washington, 
D.C.  20590. 

FOR  FURTHER  INFORMATION  CONTACT:  Lee  Gray,  Acting 
Assistant  Director  for  Consumer  Affairs;  202/426-4520. 

Executive  Order  12160  requires  Federal  agencies  to 
review  and  revise  their  operating  procedures  to  ensure 
that  consumer  needs  and  interests  are  adequately 
addressed.  The  Order  specifically  requires  each 
agency  program  to  include  provisions  for  oversight,  a 
consumer  perspective  within  the  agency,  consumer 
participation,  development  of  informational  materials 
for  consumers,  education  and  training  for  agency  staff, 
and  systematic  procedures  for  complaint  handling. 

The  DOT,  since  its  establishment  in  1968,  has 
developed  extensive  programs  for  transportation 
consumers,  focusing  largely  on  consumer  information/ 
education,  consumer  outreach,  and  citizen 
participation  in  transportation  decisionmaking. 

DOT  plans  to  maintain  and  enhance  the  many 
activities  and  procedures  that  have  provided  effective 
and  productive  services  for  transportation  consumers. 
In  addition,  the  Department  is  proposing  certain  new 
structures  and  procedures  to  strengthen  its  consumer 
efforts  and  bring  it  into  compliance  with  the  Executive 
Order.  In  developing  this  Draft  Consumer  Program 
DOT  continues  to  consider  its  consumers  to  be  final 
users  or  purchasers  of  transportation  goods  and/or 
services  as  well  as  those  people  who  are  directly 
affected  by  a  transportation  mode. 

DOT  looks  forward  to  receiving  public  comments  on 
its  proposed  consumer  program  and  seeks 
recommendations  on  additional  ways  the*  the 
Department  might  improve  its  consumer  and  citizen 
participation  efforts. 

DOT  will  give  careful  consideration  to  public 
comment  in  developing  its  final  consumer  program 
which  will  be  put  into  force  under  a  DOT  Order  on 
Management  of  Consumer  Programs. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

In  light  of  the  Executive  Order,  DOT  proposes 
certain  changes  in  the  structure  and  responsibilities  of 
its  consumer  affairs  staff.  At  present  the  Office  of  the 
Secretary  (OST)  has  a  Division  of  Consumer  Affairs 
headed  by  an  Assistant  Director  in  the  Office  of  Public 
and  Consumer  Affairs  which  is  located  in  the 
Assistant  Secretariat  for  Governmental  and  Public 
Affairs.  This  consumer  unit  will  remain  in  this 
Assistant  Secretariat  and  will  be  upgraded  to  become 
the  Office  of  Consumer  Liaison.  The  office  will  be 
headed  by  a  Director  who  will  report  to  the  Deputy 
Assistant  Secretary  for  Intergovernmental  Affairs.  The 


Director  will  have  access  to  the  Secretary  on 
significant  issues  of  concern  to  consumers. 

The  upgrading  of  the  consumer  affairs  function  in 
OST  will  allow  DOT  to  expand  and  better  coordinate 
its  consumer  activities.  The  responsibilities  of  the  new 
office  will  incorporate  those  of  the  present  Divison  of 
Consumer  Affairs  and  other  new  functions  required  by 
the  Executive  Order. 

DOT  presently  has  modal  consumer  offices  in  two 
Administrations — the  National  Highway  Traffic  Safety 
Administration  and  the  Federal  Avaition  . 
Administration.  Four  other  modal  Administrations — 
Federal  Highway  Administration,  Federal  Railroad 
Administration,  Urban  Mass  Transportation 
Administration,  and  the  Coast  Guard — have  identified 
an  official  or  staff  member  to  serve  as  a  consumer 
contact.  A  consumer  representative  from  each  of  these 
Administrations  serves  on  the  Department’s  Consumer 
Affairs  Coordinating  Committee,  which  will  be 
upgraded  to  the  Consumer  Affairs  Coordinating 
Council  with  additional  responsibilities.  DOT’s 
Reearch  and  Special  Programs  Administration  does 
not  at  this  time  have  a  consumer  officer. 

To  further  strengthen  the  Department’s  overall 
consumer  program,  the  Office  of  the  Secretary  is 
developing  guidelines  for  the  consumer  programs  of 
modal  Administrations.  The  Administrations  will  then 
plan  their  own  draft  programs  to  conform  with  OST 
guidelines  and  the  Executive  Order. 

In  the  Office  of  the  Secretary,  the  Office  of 
Consumer  Liaisons’  staff  will  consist  of  at  least  four 
porfessional  positions,  including  the  Director,  and  one 
secretarial  position.  The  Office  of  Consumer  Liaison’s 
staff  will  have  special  expertise  in  transportation 
issues,  consumer  and  citizen  participation  issues,  and 
in  management  functions. 

The  Office  of  Consumer  Liaison  will  be  responsible 
for  the  five  consumer  functions  enumerated  in 
Executive  Order  12160  and  will: 

•  Inform  and  advise  the  Deputy  Assistant  Secretary 

for  Intergovernmental  Affairs  and  other  senior 
officials,  including  the  Secretary,  concerning 
emerging  issues  bearing  on  the  five  consumer 
functions  identified  in  Executive  Order  12160. 

•  Represent  the  consumer  perspective  and  provide 

staff  support  on  Departmental  work  groups,  task 
forces,  committees,  field  trips,  public  meetings,  and 
other  forums. 

•  Provide  the  Executive  Secretariat  for  the 

Departmental  Consumer  Affairs  Coordinating 
Council  (CACC),  composed  of  senior  consumer 
affairs  specialists  from  OST  and  the  modal 
Administrations. 

•  Work  through  the  DOT  Consumer  Affairs 

Coordinating  Council  (CACC)  to  maintain  close 
liaison  with  modal  consumer  affairs  specialists. 

•  Develop  and  maintain  ongoing  liaison  with  national, 

state,  and  local  consumer  and  citizen 
organizations. 

•  Maintain  liaison  with  state  and  local  consumer 

protection  agencies  in  relation  to  their  concerns 
about  transportation  issues. 
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•  Provide  for  necessary  research  bearing  on  the  five 
consumer  functions  identified  in  the  Executive 
Order. 

The  Director  of  the  Office  of  Consumer  Liaison  will 
attend  each  meeting  of  the  DOT  Regulations  Council 
and  will  be  responsible  for  representing  the  consumer 
perspective  during  development  and  review  of  rules, 
policies,  programs,  and  legislation.  The  Office  of 
Consumer  Liaison  will  be  placed  on  OST  distribution 
lists  for  all  review-and-comment  procedures  dealing 
with  proposed  rules,  policies,  programs,  and 
legislation. 

The  Office  of  Consumer  Liaison  will  be  responsible 
for  distributing  proposed  significant  DOT  rules, 
policies,  programs,  and  legislation  to  modal  consumer 
affairs  officers,  and  for  incorporating  their  comments 
into  the  response  which  the  Office  of  Consumer 
Liaison  provides  during  these  reviews. 

II.  OVERSIGHT  FOR  CONSUMER  AFFAIRS 

DOT’S  senior-level  consumer  official  will  be  the 
Director  of  the  Office  of  Consumer  Liaison  situated  in 
the  Assistant  Secretariat  for  Governmental  and  Public 
Affairs.  The  Director  will  be  appointed  by  the 
Secretary  and  will  be  a  member  of  the  Senior 
Executive  Service.  The  Director  will  have  access  to  the 
Secretary  on  significant  issues  of  concern  to 
consumers. 

The  Director  will  have  prime  responsibility  for 
representing  the  consumer  perspective  within  the 
Office  of  the  Secretary  (OST)  when  policies  are  being 
planned  and  developed.  The  Director  will  be  involved 
at  the  earliest  stage  when  policies  are  being 
considered  and  at  all  subsequent  decisionmaking 
stages  of  policy  development. 

The  Director  will  be  the  Secretary’s  representative  to 
the  interdepartmental  Consumer  Affairs  Council 
established  by  Executive  Order  12160. 

The  Director  will  be  responsible  for  consumer 
programs  in  the  Office  of  the  Secretary  and  will 
oversee  and  monitor  consumer  programs  in  the 
Department's  modal  Administrations.  Each  modal 
Administration  will  develop  its  own  consumer 
program  which  will  comply  with  the  DOT  Consumer 
Program  and  with  Executive  Order  12160.  The  Director 
will  report  to  the  Deputy  Assistant  Secretary  for 
Intergovernmental  Affairs  and  other  senior  officials, 
including  the  Assistant  Secretary  for  Governmental 
and  Public  Affairs  and  the  Secretary,  on  the  progress 
and  sta  as  of  all  consumer  activities  within  the 
Department,  making  recommendations  for 
strengthening  and  improving  the  management, 
coordination,  and  effectiveness  of  all  DOT  consumer 
programs  and  activities. 

The  Director  will  require  consumer  offices  in  the 
modal  Administrations  to  make  reports  concerning  all 
aspects  of  those  elements’  consumer  activities. 

The  Director  will  chair  the  Department’s  Consumer 
Affairs  Coordinating  Council  (CACC)  and  will  utilize 
the  CACC  to  coordinate  the  Department’s  consumer 
activities. 


The  Office  of  Consumer  Liaison  will  be  responsible 
for  monitoring  consumer/citizen  participation  in 
development  and  review  of  DOT  policies  and 
programs. 

III.  CONSUMER  PARTICIPATION 

It  is  DOT  policy  to  encourage  effective  citizen 
participation  early  in  and  throughout  the  Department’s 
decisionmaking  processes.  Citizen  participation  is 
monitored  by  DOT’S  consumer  affairs  staff. 

Consumer  participation  in  DOT  decisionmaking 
concerning  rules,  policies,  and  programs  will  be 
governed  by  DOT  procedures  for  public  participation 
and  citizen  participation,  as  well  as  by  the  following 
specific  provisions: 

Consumer/Citizen  Participation  in  Rulemaking 

Consumer/citizen  participation  in  DOT  rulemaking 
is  governed  by  the  Department’s  Regulatory  Policies 
and  Procedures,  issued  in  compliance  with  the 
Executive  Order  12044.  These  policies  were  published 
in  the  Federal  Register,  February  26, 1979,  and  became 
effective  March  1, 1979.  Several  of  the  consumer- 
oriented  features  of  these  policies  are  discussed 
below. 

These  policies  are  designed  to  increase  public 
awareness  of  planned  regulatory  activity  and  to 
enhance  opportunities  for  public  participation.  For 
example,  DOT  provides  the  public  with  advance 
notice  of  planned  regulatory  activity  through 
publication  of  its  semi-annual  Regulations  Agenda, 
which  includes  decision  dates  and  officials  to  contact 
for  more  information  about  specific  rulemaking 
actions.  Consumers  can  be  placed  on  the  mailing  list  to 
receive  the  Regulations  Agenda  on  a  regular  basis  by 
contacting  the  DOT  Office  of  General  Counsel,  C-50, 
Washington,  DC  20590.  The  Regulations  Agenda 
contains  details  on  how  consumers  can  request  to  be 
placed  on  special  mailing  lists  to  receive  specific 
rulemaking  proposals. 

Under  DOT  procedures,  the  office  that  initiates  a 
significant  rulemaking  proposal  must  develop  a  work 
plan  that  includes  a  tentative  plan  for  how  and  when 
the  Congress,  interest  groups,  other  agencies,  and  the 
general  public  will  have  opportunities  to  participate  in 
the  regulatory  process. 

DOT’s  regulatory  policies  also  provide  for:  a  60-day 
comment  period  on  significant  regulations,  where 
possible  (45  days  are  generally  provided  for  non¬ 
significant  rules);  the  use  of  Advance  Notices  of 
Proposed  Rulemaking,  where  appropriate;  and,  in 
appropriate  circumstances,  the  notification  of 
publications  likely  to  be  read  by  those  affected  by  a 
rulemaking  proposal. 

OST’s  consumer  affairs  staff  has  responsibility  for 
monitoring  compliance  with  requirements  for  public 
participation  by  reviewing  and  commenting  on 
opportunities  for  public  participation  provided  for  in 
DOT  Notices  and  Advance  Notices  of  Proposed 
Rulemaking.  When  DOT  publishes  Notices  and 
Advance  Notices  of  Proposed  Rulemaking  in  the 
Federal  Register,  the  public  can  comment  on  the 
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adequacy  of  the  opportunities  for  participation. 
Members  of  the  public  may  request  enhanced 
opportunities  for  participation  on  specific  rulemaking 
proposals  by  contacting  the  appropriate  initiating 
office  or  the  Office  of  Consumer  Liaison,  which  will 
work  with  the  initiating  office  to  explore  additional 
participation  channels. 

On  significant  rulemaking  proceedings,  DOT 
frequently  holds  formal  public  hearings  in  Washington 
and  in  affected  regions.  In  addition,  the  Office  of  the 
Secretary  and  the  modal  Administrations  on  a 
continuing  basis  provide  additional  opportunities  for 
the  public  to  participate  in  DOT  decisions  on 
transportation  policies,  rules,  and  programs. 
Workshops,  consultative  planning  sessions,  and 
conferences  have  been  conducted  on  such  topics  as 
auto  safety,  airport  noise,  and  public  transportation. 

Under  the  Department’s  Regulatory  Policies  and 
Procedures,  when  a  significant  final  rule  is  prepared 
the  initiating  office  must  provide  a  summary  of  public 
comment  received.  This  aids  DOT  decisionmakers  in 
determining  how  responsive  the  rule  has  been  to 
public  comment. 

Consumer  Participation  in  Decisionmaking  on 
Policies  and  Programs 

The  Office  of  Consumer  Liaison  will  be  responsible 
for  monitoring  consumer/citizen  participation  in 
development  and  review  of  DOT  policies  and 
programs. 

Each  modal  Administration  in  DOT  will  develop  a 
Standard  Procedure  for  Consumer/Citizen 
Participation  in  significant  policy  and  program 
development.  The  purpose  will  be  to  assure  that 
consumers  have  early  and  continuing  opportunities  to 
learn  about  and  express  their  concerns  about 
significant  consumer-oriented  policies  and  programs 
which  are  under  discussion  and  development. 

For  each  significant  policy  development  or  program 
development  action,  the  initiating  office  will  develop  a 
timetable,  based  on  the  Standard  Procedure  for 
Consumer/Citizen  Participation,  indicating  when  and 
how  consumers/citizens  will  be  involved  in  that  policy 
or  program  development  process.  This  timetable  will 
become  the  Consumer/Citizen  Participation  Plan  for 
that  process,  and  will  be  submitted  to  the  Director  of 
the  Office  of  Consumer  Liaison  for  review.  Each  plan 
will  enumerate  the  participatory  techniques  that  will 
be  used  at  each  stage,  and  will  describe  how 
consumer/ citizen  concerns  will  be  analyzed  and 
considered  in  decisionmaking. 

The  Office  of  Consumer  Liaison  will  provide 
technical  assistance  to  initiating  offices  in  the 
development  of  their  Consumer/Citizen  Participation 
Plans  and,  on  request,  will  also  provide  guidance  to 
initiating  offices  concerning  ways  to  improve  their 
contacts  with  consumer/citizen  constituencies. 

Consumer/Citizen  Participation  in  Local 
Transportation  Planning 

In  response  to  consumer/citizen  recommendations 
made  at  the  Department’s  Conference  on 


Transportation  and  the  Consumer  (see  below),  the 
Office  of  the  Secretary  established  the  DOT  Work 
Group  on  Citizen  Participation.  The  Work  Group  is 
charged  with  developing  recommendations,  for  the 
Secretary’s  consideration,  concerning  a  Departmental 
policy  pertaining  to  increased  DOT  support  for  citizen 
participation  in  local  transportation  planning. 

Toward  that  end,  the  Work  Group  prepared  an 
Advance  Notice  of  Proposed  Policy,  asking  the  public 
to  make  suggestions  on  this  issue  (Federal  Register, 
August  9, 1979);  more  than  16,000  copies  of  this  notice 
were  mailed  to  consumer/citizen  organizations,  State 
and  local  governments,  and  the  media.  More  than  300 
written  responses  have  been  received.  In  addition,  the 
Work  Group  conducted  more  than  175  informal  in- 
depth  interviews  with  citizens,  State  and  local 
officials,  and  DOT  officials  and  staff  members. 
Comments,  interview,  and  other  pertinent  data  are 
now  being  analyzed. 

The  Work  Group  is  chaired  by  the  Deputy  Assistant 
Secretary  for  Intergovernmental  Affairs.  Management 
or  the  Work  Group  is  the  responsibility  of  OST’s 
consumer  affairs  staff.  The  Work  Group  will  continue 
to  provide  the  mechanism  for  Departmental 
coordination  of  issues  bearing  on  consumer/citizen 
participation  in  local  transportation  planning. 


In  May  1979,  DOT  held  its  first  national  conference 
on  Transportation  and  the  Consumer  in  order  to  give 
consumers/citizens  opportunities  to  become  better 
informed  on  transportation  issues,  to  develop 
increased  consumer  access  to  DOT  decisionmaking, 
and  to  make  suggestions  for  future  DOT  actions  on 
issues  of  concern  to  consumers.  The  two-day 
conference  agenda  focused  largely  on  workshop 
sessions,  with  informal  interaction  between 
transportation  officials  and  consumer/citizens.  The 
major  concern  expressed  by  consumer/citizen 
conferees  was  for  DOT  to  give  increased  support  to 
Citizen  participation  in  the  local  transportation 
planning  and  decisionmaking  process.  The  Department 
responded  by  establishing  the  DOT  Work  Group  on 
Citizen  Participation,  which  prepared  the  Advance 
Notice  of  Proposed  Policy  described  above. 

DOT’s  Office  of  the  Secretary  is  now  considering  the 
possibility  of  planning  regional  conferences  for 
transportation  consumers. 


Consumer  Forums 

The  Department  is  giving  careful  consideration  to 
developing  additional  innnovative  and  practical 
techniques  for  arranging  ongoing  contacts  with 
consumers/citizens.  The  goal  is  to  stimulate  the 
broadest  possible  range  of  interaction  between 
consumers/citizens  and  transportation  officials. 

The  possibility  of  regularly  scheduled  Washington- 
based  consumer  forums  is  being  examined.  DOT 
would  welcome  comments  and  suggestions  on  this 
topic,  in  particular. 


Consumer  Conferences 


T  • 
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Notifying  Consumers 

The  Office  of  Consumer  Liaison  publishes  a 
newsletter  which  describes  opportunities  for 
participation  on  proposed  DOT  rules.  Twice  each  year 
the  newsletter  includes  a  fact  sheet  summarizing  those 
items  on  the  Department’s  Regulations  Agenda  of  most 
interest  to  consumers.  When  time  is  a  critical  factor, 
the  office  sends  press  releases  on  proposed  actions  to 
its  consumer  mailing  list.  OST’s  consumer  mailing  list 
totals  about  4,000  and  includes  consumer  press.  State 
and  local  consumer  offices,  consumer/citizen  groups, 
and  individuals.  In  addition,  modal  Administrations  in 
DOT  are  developing  their  own  specilized  consumer 
mailing  lists.  DOT’S  Office  of  General  Counsel  also 
maintains  a  mailing  list  for  the  Regulations  Agenda. 

IV.  INFORMATIONAL  MATERIALS 

The  Office  of  the  Secretary  and  the  modal 
Administrations  now  have  many  publications  and  fact 
sheets  of  interest  to  consumers  on  such  topics  as  no¬ 
fault  insurance,  auto  repair  and  safety,  boating  safety, 
and  the  accessibility  of  airports  to  handicapped 
consumers.  DOT  regularly  issues  consumers 
advisories  in  the  form  of  news  releases  on  matters  of 
consumer  safety  and  opportunities  for  public 
participation.  In  addition,  the  OST  consumer  affairs 
staff  publishes  a  consumer  newsletter  on  a  bimonthly 
basis  to  inform  consumers  of  current  happenings  in 
transportation.  However,  the  Department  recognizes 
that  its  consumer  information  efforts  could  be 
enhanced  by  better  planning  and  coordination.  This  is 
particularly  true  in  the  preparation  of  easy-to-read 
material  on  technical  matters.  For  this  reason,  the 
Department  plans  to  assess  its  current  publications, 
identify  additional  needs,  and  develop  a  coordinated 
program. 

The  first  phase  of  this  coordinated  program  will  be 
the  Consumer  Publication  Program  for  FY-81,  to  start 
on  October  1, 1980.  This  FY-81  program  will  be  a  pilot 
to  test  the  mechanism  for  a  long-range  DOT  Consumer 
Information  Program. 

The  pilot  program  is  designed  to: 

(1)  produce  a  limited  number  of  transportation 
consumer  publications  in  FY-81; 

(2)  move  into  high  gear  with  production  of 
transportation  consumer  publications  in  FY-82;  and 

(3)  lay  plans  for  starting  production  of  transportation 
consumer  audiovisual  materials  in  FY-83. 

Assessment  of  Current  Consumer  Publications 

The  DOT  Consumer  Affairs  Coordinating  Council 
(CACC)  will  be  responsible  for  making  an  in-depth 
assessment  of  current  DOT  consumer  publications. 

This  material  will  be  evaluated  by  the  CACC,  based 
on  criteria  suggested  by  requirements  in  DOT’s  Draft 
Consumer  Program.  The  CACC  will  then  develop  two 
sets  of  recommendations:  (1)  suggestions  for  revising 
current  consumer  publications;  and  (2)  suggestions  for 
new  publications.  In  each  category,  high-priority  items 
will  be  identified;  these  items  will  be  scheduled  for 
development  during  the  pilot  period  of  FY-81. 


DOT  invites  public  comment  on  the  adequacy  of  its 
current  publications  and  solicits  ideas  on  possible  new 
publications. 

Responsibility  and  Timetable  for  DOT  Consumer 
Information  Program 

The  DOT  Consumer  Affairs  Coordinating  Council 
(CACC)  will  be  responsible  for  drafting  the 
Department’s  Consumer  Information  Program,  in 
consultation  w:*h  the  DOT  Public  Affairs  Council 
(PAC),  comprised  of  the  Department’s  Directors  of 
Public  Affairs. 

The  CACC  and  PAC  will  jointly  discuss  and  make 
decisions  on  the  CACC’s  recomendations  for  high- 
priority  consumer  publications  to  be  revised  and 
developed  during  the  FY-81  pilot  program.  The  CACC 
and  the  PAC  will,  at  the  same  time,  discuss  and  decide 
on  procedures  for  planning  future  development  of 
consumer  audiovisual  materials.  Attention  will  be  paid 
to  coordinating  development  of  print  and  audiovisual 
materials,  so  that  both  types  of  media  complement  and 
reinforce  one  another. 

Each  modal  Administration  and  the  Office  of  the 
Secretary  will  be  responsibile  for  preparing, 
publishing,  and  distributing  the  consumer  publications 
that  focus  on  its  own  area  of  responsibility  and 
expertise.  The  CACC  will  be  responsible  for  tasks  that 
require  Departmentwide  coordinating  efforts,  such  as: 
(a)  preparation  and  publication  of  a  bibliography  of  all 
DOT  consumer  publications  and  a  bibliography  for 
teachers;  and  (b)  efforts  to  combine  all  appropriate 
DOT  consumer  mailing  lists  in  order  to  publicize  new 
consumer  publications. 

The  tentative  timetable  for  the  consumer  publication 
program  will  be: 

Undertake  needs  assessment,  January  15, 1980 
Complete  needs  assessment,  March  30, 1980 
Develop  recommendations  for  pilot  consumer  publications 
program.  May  30, 1980 

Final  decisions  on  DOT  Pilot  Consumer  Publication  Program 
for  FY-81  and  tentative  decisions  to  explore  production  of 
consumer  audiovisual  materials,  August  15, 1980 
Implement  Pilot  Consumer  Publication  Program,  October  1. 
1980 

Implement  ongoing  DOT  Consumer  Publication  Program. 
October  1, 1981 

Implement  first  phase  of  DOT  Consumer  Audiovisual 
Program,  October  1, 1982 

Distribution  of  Consumer  Publications 

Each  DOT  consumer  publication  will  be  introduced 
with  a  DOT  news  release  to  the  general  media  as  well 
as  the  consumer  press. 

Each  DOT  consumer  publication  will  be  mailed,  with 
a  letter  from  the  Director  of  the  Office  of  Consumer 
Liaison,  to  the  consumer  mailing  list  of  the  DOT 
element  producing  the  publication,  as  well  as  to  other 
appropriate  DOT  mailing  lists. 

Distribution  of  DOT  consumer  publications  will 
utilize  the  facilities  of  GSA’s  Consumer  Information 
Center,  to  the  extent  that  funding  exists  for  such  GSA 
distribution. 
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Whenever  possible,  single  copies  of  DOT  consumer 
publications  will  be  available  free,  on  request. 

When  funds  permit,  DOT  will  provide  for  free  bulk 
mailings  to  consumer  constituencies  and  to  schools, 
for  all  DOT  consumer  publications.  Such  bulk 
distribution  will  include  consumer-oriented  meetings, 
forums,  conferences,  and  appropriate  public  hearings. 

On  large  publication  orders,  OST’s  consumer  affairs 
staff  will  make  negatives  of  its  publications  available 
for  printing  by  State  and  local  governments  or 
consumer  groups. 

Information  Materials  for  DOT  Meetings 

The  Office  of  Consumer  Liaison  will  provide 
technical  assistance  to  DOT  offices  in  developing 
information  materials  for  public  meetings  with  special 
attention  to  their  readability,  format,  and 
appropriateness  for  the  meeting  audience. 

V.  EDUCATION  AND  TRAINING 

Under  the  proposed  plan,  DOT  will  make  substantial 
efforts  to  familiarize  all  DOT  staff  with  its  new 
consumer  policies  and  to  provide  increased  training 
opportunities  for  those  involved  in  consumer  affairs 
and  public  participation. 

Responsibility  for  Notification  and  Education 
Concerning  E.0. 12160 

The  Secretary  will  notify  DOT  officials  concerning 
Departmental  actions  that  will  be  taken  to  comply 
with  E.0. 12160. 

DOT’S  final  Consumer  Program  will  be  issued  in  July 
1980  as  the  DOT  Order  on  Management  of  Consumer 
Programs.  It  will  be  circulated  to  all  DOT  staff 
members  on  the  date  of  issuance. 

The  Director  for  Consumer  Liaison  will  be 
responsible  for  briefing  OST  officials  and  modal 
Administrations’  officials  on  the  DOT  Order.  The  DOT 
Consumer  Affairs  Coordinating  Council  will  assist  in 
these  briefing  sessions. 

The  Office  of  Consumer  Liaison  will  be  responsible 
for  developing  an  ongoing  education  program  to  inform 
DOT  staff  concerning  new  procedures  and  activities 
that  will  be  required  under  the  DOT  Order. 

The  Director  for  Consumer  Liaison  will  consult  with 
the  OST  Office  of  Personnel  and  Training  to  institute 
plans  for  training  consumer  personnel  in  the  general 
area  of  consumer  affairs  responsibilities,  with  specific 
focus  on  citizen  participation,  preparation  of  consumer 
information  materials,  and  handling  of  consumer 
complaints.  To  the  extent  that  interagency  training 
courses  or  contractors’  courses  are  available  on  these 
topics,  arrangements  will  be  made  for  DOT  staff  to 
enroll  in  such  courses.  The  Director  for  Consumer 
Liaison  and  the  DOT  Consumer  Affairs  Coordinating 
Council  will  make  joint  decisions  concerning  which 
training  courses  will  be  mandatory  for  consumer 
personnel  and  which  will  be  made  available  to 
consumer  personnel  on  an  optional  basis.  v 

The  Federal  Highway  Administration  now  provides 
public  participation  training  for  regional.  State,  and 
local  transportation  officials;  and  the  Federal  Aviation 


Administration  has  a  public  participation  training 
program  for  those  involved  in  airport  decisions.  It  is 
expected  that  such  training  opportunities  will  be 
expanded  and  enhanced  under  the  Executive  Order. 

Training  Opportunities  and  Technical  Assistance  for 
Consumers 

DOT’s  Office  of  Consumer  Liaison  will  develop  an 
ongoing  program  of  consumer  internships,  designed  to 
offer  training  opportunities  in  transportation 
consumerism  for  college  students  and  for  members  of 
disadvantaged  or  minority  communities. 

DOT’s  Office  of  Consumer  Liaison  will  explore  the 
possibility  of  providing  training  and  expanded 
technical  assistance  in  transportation  consumerism  for 
members  of  grassroots  consumer  organizations. 
Possible  alternative  forms  for  such  activities  may  be: 
regional  conferences;  DOT-sponsored  workshops; 
print  materials  for  distribution  to  consumer 
organizations;  part-time  or  short-term  internships  with 
DOT’s  Office  of  Consumer  Liaison,  for  members  of 
grassroots  consumer  organizations. 


Under  the  Executive  Order,  DOT  will  enhance  its 
efforts  in  informing  the  public  about  DOT  programs 
and  complaint  mechanisms.  The  Department  will  also 
study  w'ays  to  improve  its  handling  and  analysis  of 
consumer  complaints. 


DOT  has  made  broad  distribution  of  a  brochure 
titled  Finding  Your  Way  in  DOT,  published  in  March 
1978.  This  describes  complaint-handling  procedures  for 
the  entire  Department  and  includes  phone  numbers  of 
consumer  affairs  officers  and  of  sub-agencies  that  are 
responsible  for  answering  consumers’  complaints  on 
specific  topics. 

Finding  Your  Way  in  DOT  will  be  updated  in  June 
1980,  following  implementation  of  the  DOT  Order  on 
Management  of  Consumer  Programs.  Broad  mail 
distribution  will  be  made  of  this  publication,  using  all 
DOT  consumer  lists  and  media  lists.  In  addition,  the 
brochure  will  be  made  available  for  DOT  meetings  and 
conferences;  and  DOT  officials  and  staff  members  will 
be  encouraged  to  refer  on  public  occasions  to  the 
brochure  and  to  DOT’s  concern  for  adequate  response 
to  consumers’  questions. 

Logging,  Routing,  Responding  to,  Reporting  on,  and 
Evaluation  Complaints 

Priority  mail  addressed  to  the  Secretary  is  logged 
into  an  automated  system  by  DOT’S  Executive 
Secretariat  and  routed  to  the  appropriate  offices,  with 
a  deadline  for  response.  The  OST  Executive 
Secretariat  monitors  compliance  with  established 
deadlines.  Modal  Administrations  have  similar 
systems  for  tracking  their  priority  correspondence. 

Most  consumer  complaints  addressed  to  DOT  are 
delivered  to  the  Division  of  Consumer  Affairs  which 
either  answers  them  directly  or  forwards  them  to  the 
appropriate  OST  or  modal  office  for  response.  Each 
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modal  Administration  has  its  own  system  for  handling 
general  consumer  complaints. 

Because  the  procedures  on  general  mail  vary 
considerably  throughout  the  operating  elements  of 
DOT,  there  is  need  for  an  assessment  of  current 
practices  as  well  as  an  examination  of  options  for 
developing  a  uniform  Department-wide  system.  The 
Director  of  the  Office  of  Consumer  Liaison  will  consult 
with  the  staff  of  the  Assistant  Secretary  for 
Administration  concerning  the  possible  development 
of  an  automated  information  system  for  dealing  with 
and  utilizing  consumer  complaints.  An  extensive  long- 
range  program  will  be  undertaken  including: 

(a)  a  Department-wide  study  on  how  complaints  are 
currently  handled; 

(b)  recommended  options  for  improved  handling  of  consumer 
complaints  received  by  all  elements  of  the  Department: 

(c)  recommended  options  for  effective  utilization  of 
complaint  data  in  development  of  DOT  policy; 

(d)  recommended  options  for  evaluation  of  the  Department's 
complaint-handling  procedures. 

Comments  on  any  proposals  of  this  DOT  Draft 
Consumer  Program  should  be  submitted  on  or  before 
March  3, 1980,  to  the  address  above.  All  comments 
received  will  be  available  for  review  at  that  address. 
Based  on  the  Department’s  review,  a  consumer 
program  will  be  developed  and  put  into  effect  by  July 
1, 1980. 

Issued  in  Washington,  D.C.,  on  November  29, 1979. 
Neil  E.  Goldschmidt, 

Secretary  of  Transportation. 
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